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Based on the characteristics of bus 
service, a conceptual model has been 
developed for city bus transportation system 
by integrating PZB service quality model 
and satisfaction conceptual model that are 
used often in marketing research. Then, an 
empirical study is conducted to test the 
hypothesis in this conceptual model. Two 
methods, in-depth interview and 
questionnaire survey, are used in the 
empirical study, the former is used to 
understand the influence of bus operators on 
bus service process, the latter is used to 
verify the relationships within service quality, 
passengers’ satisfaction, and their influence 
factors. 
Several conclusions are drawn in this 
study. (1) Many factors that would affect bus 
service quality, including the training 
programs of personnel, regulations which are 
not controlled by operators, external 
environment such as the traffic congestion in 
rush time and passengers’ behavior involved 
in service process. (2) The service quality of 
bus system that provided by existing 
operators couldn’t correspond with 
passenger’s expectations. This means that 
bus operators have to improve their service 
quality more hardly. (3) The behavior of bus 
drivers is the most important factor that 
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affects bus service quality. (4) Performance 
incentive program of bus drivers would 
affect the management of bus operators for 
bus service quality. (5) Passengers with 
different social status have significantly 
different attitude of perceived service quality 
and satisfaction. (6) The higher perceived 
service value (the ratio of quality to price) is, 
the higher passengers’ satisfaction is. Then, 
the passengers’ satisfaction would affect 
their behavior of intention, which is 
indicated by ‘word of mouth’ and ‘loyalty’. 
Key Words: Service Quality, Satisfaction 
City Bus 
	 
{)*+, T-.ABKJ&
'ïS)*-.Æ?-.
Ç	
?ªU:-.5?[\4
jG391v48o-.wx
{|à)*-.ABK}~4Z&'5
ÊS)*-.ABæ¶?4
a')*-.^«LMK4
à)*-.AB:LM?wj
B%&'(Ë ?
N4 )*+, T!K­£+,®
¯:)¡¢£?"+®¯h]ãi
Ë ?-.ABlm4#8o:$
%o&'Kº?()p4lm
*+LM?}~ 
	 
%&'#,)*+,-./04-Ø
PZB-.ABCD0EF:JLMNE
F4Wq@)*-.ABEFG:@)
*LMNEFGhlm.X4l/æ
ù1ù20 
12@aNbcG:@defgG?
jk&'4Ge27 
1.)*-.zÍ{|ÎÏÐy 
12defg5î04y453?)
*-.40548o?jÈ67Û^
L8?94ÑÒÃ?-.A
B:jÈ:;<?-.ABhoºj
ð=ÐyÎÏ>­4)*-.A
BEF<?ZýÎÏ?@ABÐy
?CDî0)*8oEFGH·¼IJ
5ÎÏKÐy4(Ó6K 
	

	


	


 !"#	
$%&'

	
(
#)*+,
-./


-.0
-.1
-.2
-
.
3
  	
 
G797

45(6789
:;"<=5
>;?@AB
)*CD
 
1 	
 
2.)*-.ABÚü¡ 
}~)*-.AB?4 )
¡¢£?¤¥¦:§8o¨©ª
?^«¬­£®¯}~°±²³
d´:®¯:µ:4¶O|N
·¸¹º»¼½»?}~)*-.¾Q
?ABK*Ú?Û@¡G4
 )*LMNG4b9?PQ<¨(RST
k41£l?LMàDUÛ)*¡
4LM3æ@¡{V¶WG4@-
.íNXÀG	4`)*)¡ÑY1
Ûæ41)*j Z[:\]	-.
3KABØÙ4UÛ^9_`aßÒ¨
RSqbc}KÅÝ4de-.¤1
K6*f(Ý©ª4æ )*
)¡¨gh©ª?Nts4ij¤
k>:¥¦?lm4w¡B(Ý
ØÙ)*-.AB4nÛo)*)¡*p
q9?r9lmG391SZý§)*)
¡¨stK}~4æ@)*u>vG
@GdcaxF)*G	y®¯KØi4÷E
J^«:zK{G|64]¨}Å{
ãw)*-.ABKÆ 
3.@ÜÝÞßªNG:-.AB?p 
 -3-
ÜÝÞßªNKj]àS8o:
o¶äKMVø8o`~4ÞßªN
àS)¡"+ÜÝ:-.ABK}~
¨Ûµ4Ö]ã¨¡
lmM4i)¡KÖ]ã
¨}~-.AB4æ¡1G391¨
(S<?Þß4Å·V¶W4
^WV?D4½»}~<)*?-
.AB@ÜÝÞßªNGÔ¢£
ª[ª4Ò¡{V¶W¼-.¶
LM¼ggR4}~Z-.Þ
ß4KÝ¶îïoæy
-.AB?AB©ª:)¡?"+ÜÝº
mÖ[ÛÖà`~4
ÞßªNJ(ª?m>4KjÈ5
RS?Ûâã?}~Q
æ{V¶W4ø%`~4Z
^ ¹<ªN?!4(?q
r`~4ÜÝÞßªN?j]ÛS 
4.K  ¡l:/0¢ 
(£ lmCluster Analysis;b
o#Zyo-.XãKSli  ¡
l45S<&Ìà-.AB¶ä
ö<¤K  4Ge27&  
Ky
ç0/¥8¦§|N:
Ì`	ÏTúû5¨îKð
ñDM©ï4¶ä
ç0/¥
8¦§|N:Ì`?àS)*
-.AB?îïðñ4)*
)¡^Sònà)*-.AB*¶L
M?Ûª«¶ä/B?4æ¬(5
úû­®Q¶äK  4(Ì/
;¯L8¶äKt°±è
4jB¨	 
5.)*-.Xã:¶äå²/0lm 
²{lm4S<)*8?-.A
BXãæ@j Z[:-.\]GX
ã@¡-.1:íNGXã@³
´:¨µ0GXã@I¶]0GXã
@è*]0GXã­²{¶äå²
KyoXã5KSlðñlm4Ge27

ç0/¥8:¦§|N	ÌÏ
Tú34y£·-.Xã5KSlÇ
îïðñ4y@Ì`Gú35¸
îïðñ 
6.@)*LMNGEFR>0Kk 
%&'WXK@)*LMNE
FGæù204¹º@Ã-.G:
@òó-.Ghoð=»Å@òó-.A
BG@òó-.ABG:@òó¼G
hoPô½UQ@òó-.ôG@ò
ó-.ôG»Å?@LMNG4:
@LMNG:@1MùúûG	pK
¾Z4yjklm<¸RS¿×k4î
0%EFn¨RÀ?[\Q)*?L
MN 

 	
	
	

	



	




	
	



 !"#$ %&
	
1.
4.
2.5.
3.  6.G797
2  
	 
1.&'¢Á:JÓ|N 
%&'KÂyÃÄUÅ<Æ
+, TK-.AB:LMN4Çà
&'?4%&'UyUÅ<*È¼
60?Æ+,üÅ­)*4m1%&'
jkKàD4ø&'àDKRÉ0`~4
nÛÊËÌÍ?­ø&'¢Î`~4
%&'²{@aNbcG:@defgG
l/Sò8o:KMc:s^i(
lmÏÐ4àS)*-.AB:LM
N?wJÀ|NK4nÛ8(Ó
6Ñ}ÅK9? 
2.&'ÅKÒô 
%&'(UÅ<*È¼60?Æ+
,ü@Å­)*Gm1jkàD4#,
:+,-./04wQG391@)*-
 -4-
.ABEFG:@)*LMNEFG
hEFm1&'.X4²{.X¨ÓÔ
Õm:)*8oy)*-.zÍ{|
?()àS)*-.AB¾ÖKáâã
}~4¨iÖ×PQ}~)*-.AB
:LMNK941%&'K
×ØÖ­4yjklm<42@a
NbcG:@defgGK&'{|4%
&'¨(Sò:8oh]ãàS
)*-.AB:LMNKJMc:s
^4àSÙ]`~¸jB5K4
1%&'K×Ø? 
 	!"#$ 
[1]ÚzÛÚÜÝ4@ÞßÅà")*
 Tá]FK&'G4<âãÜ+,
¹äAåÒOæ&Ä¹Oæ£4ãÜ 78

 7 
[2]+,l|: 4@Þ
ßÅà")*"+-.ÆçG485

Nä?çèéê4ãÜ 85
 6 
[3]ëT4@!ìfgO:]^G4
à1QíG7974ãÜ 73
 
[4]ïð4@I¶oLMNEñKÃÄ
-(ò*¾8jkG4óôÜÈ78
&'õöOæ4ãÜ 84
 6 
[5]÷æø4@Æ+, TëìºÜ
ÝáK&'G4Þôùúl|&'
õöOæ4ãÜ 84
 6 
[6]÷_æ4@-.AB\6Ge27û]^Y
|üK&'G4l8l|&'
õöOæ4ãÜ 84
 6 
[7]ýþ4@a-.8-.ABKj
k&'-(8>o1QG4óô
&'õöOæ4ãÜ 83
 6 
[8]{4@-.AB-.ô:
LMN?pG4óô&'
õöOæ4ãÜ 84
 6 
[9]	
	4@ÞßÅÅ")*-.Ü
ÝKáG4ÞßÅ$%&'Ge27ûGa21
¤¹4ãÜ 77
 6 
[10]É4@)* T"+:-.Ü
ÝKá&'G4+,&'
õöOæ4ãÜ 83
 6 
[11]4@ÞßÅà")*ò
ó-.ABK&'-(ÞßÅÜ·
1QG4z&'4
ãÜ 83
 6 
[12]	4@ÞßÅÆ+, T
-.ÜÝ:ÅãÃK&'G4ÞßÅ$
%&'Ge27ûGa21¤¹4ãÜ 84
 6 
[13]Ge274@#N:ÝNG4G797¹Y
1&'^54Ü	4
â4ãÜ 82
 4413í4 323-333 
[14]Bitner, Mary Jo1990, “Evaluating 
Service Encounters: The Effects of Physical 
Surroundings and Employee Responses,” 
Journal of Marketing , 54 (April) 69-82. 
[15]Bolton, Ruth N. and James H. Drew 
(1991), “A Longitudinal Analysis of the 
Impact of Service Changes on Customer 
Attitudes,“ Journal of Marketing , 55 
(January), 1-9. 
[16]Cronin, Joseph J. and Steven A. 
Taylor (1992), “Measuring Service 
Quality :A Reexamination and Extension,” 
Journal of Marketing, 56 (July), 55-68. 
[17]Cronin, Joseph J. and Steven A. 
Taylor (1994), “SERVPERF Versus 
SERVQUAL: Reconciling 
Performance-Based and 
Performance-Minus-Expectations 
Measurement of Service Quality,” Journal of 
Marketing, 58 (January) , 125-131. 
[18]Fishbein, M. and I. Ajzen (1975), 
“Belief, Attitude, Intention, and Behavior: 
An Introduction to Theory and Research,” 
Reading, Mass.: Addison-Wesley.  
[19]Oliver, Richard L. (1980), “A 
Cognitive Model of the Antecedents and 
Consequences of Satisfaction Decisions,” 
Journal of Marketing Research , 20 
(November), 460-469. 
 -5-
[20]Oliver, Richard L. (1981), 
“Measurement and Evaluation of 
Satisfaction Process in Retailing Setting,,” 
Journal of Retailing , 57 (Fall), 25-47.  
[21]Oliver, Richard L. and Waynes 
Desarbo (1988), “Response Determinants in 
Satisfaction Judgments,” Journal of 
Consumer Research, 14, 495-507. 
[22]Oliver, Richard L. and John Swan E. 
(1989), “Consumer Perceptions of 
Interpersonal Equality and Satisfaction in 
Transactions: A Field Survey Approach,” 
Journal of Marketing , 53 (April), 21-35. 
[23]Oliver, Richard L. (1992), “An 
Investigation of the Attribute Basis of 
Emotion and Related Affects in 
Consumption: Suggestion for a 
Stage-specific Satisfaction Framework,” 
Advances in Consumer Research, 19, 
237-244. 
[24]Oliver, Richard L. (1993), 
“Cognitive ,Affective and Attribute Bases of 
the Satisfaction Response,” Journal of 
Consumer Research , 20 (December), 
418-430. 
[25]Oliver, Richard L. (1994), 
“Conceptual Issues in the Structural 
Analysis of Consumption Emotion, 
Satisfaction , and Quality: Evidence in a 
Service Setting ,” Advances in Consumer 
Research , 21, 16-21. 
[26]Parasuraman, A., Zeithaml Valarie A., 
and Berry Leonard L. (1985), “A Conceptual 
Model of Service Quality and Its Implication 
for Future Research,” Journal of Marketing , 
49 (Fall), 41-50. 
[27]Parasuraman, A., Zeithaml Valarie A., 
and Berry Leonard L. (1988), 
“SERVQUAL:A Multiple-Item Scale for 
Measuring Consumer Perceptions of Service 
Quality,” Journal of Retailing, 64 (Spring), 
13-40. 
[28]Parasuraman, A., Zeithaml Valarie A., 
and Berry Leonard L. (1991), “Refinement 
and Reassessment of the SERVQUAL 
Scale,” Journal of Retailing, 67 (winter), 
420-450. 
[29]Parasuraman, A., Zeithaml Valarie 
A., and Berry Leonard L. (1994), 
“Reassessment of Expectations as a 
Comparison Standard in Measuring Service 
Quality: Implications for Further Research,” 
Journal of Marketing, 58 (January), 111-124. 
